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Abstract
The service industry is increasingly focusing on the “emotional value” of the
service, while the effective realization of emotional value is dependent on the
expression of appropriate emotions and the good interaction with customers.. In the
field of organizational behavior, academics have also begun to focus on the effects of
emotional expression of employees and how the emotional expression influences
employees wellbeing. And the concept of “emotional labor”' has opened up research
on this new area.
But emotional labor acts as an expression of an internal self-control, which can
make employees be susceptible to emotional exhaustion. Once employees experience
high level of emotional exhaustion, their personal wellbeing and their organizations
will be affected. Obviously the organization intends to achieve emotional value
greatly reduced. At the same time the strategic orientation of the organization will
have an impact on the employees' psychology and behavior. But there is little research
investigating the impact of different strategic orientations on employees’ emotional
exhaustion in the past. This study focuses on the relationship between a revenue
emphasis or a cost emphasis and FLE emotional exhaustion, and further the
relationship with performance. At the same time, task diversity, which is an important
but less studied construct, is included in the scope of the study as a moderating
variable.
The conclusions are as follows: firstly, a revenue emphasis is positively related
to FLE emotional exhaustion; a cost emphasis is negatively related to FLE emotional
exhaustion; and FLE emotional exhaustion is negatively related to quality
performance. Secondly, FLE emotional exhaustion mediates the effects of strategic
orientations on quality performance. Finally, the task variety plays a moderating role
in the strategic orientations-emotional exhaustion relationship. Based on the
conclusions of this study, this study also discusses the practical significance of the
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润链 (Service Profit Chain) 的研究中发现：随着服务质量的提高，顾客满意度也
会相应得到提高，再而顾客忠诚度也得到了提高，最终使得组织收益增长和利润





Foundation）来获取竞争优势。而且质量管理实践 (Quality Management Practices）
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